Abstract: Hospitality is a service industry in which team cooperation and assistance among the co-workers is necessary. Scholars have found that salary or benefits by themselves are not sufficient to motivate employees' internal service intention and attitude. The norm of reciprocity in which the individuals' intention results in active behaviour that is driven by the desire to obtain rewards has rarely been applied in the field of hotel internal service. In this study, we used the theory of planned behaviour (TPB) to investigate the effects of leader-member exchange (LMX) and co-worker exchange on internal service behavioural intention and its causes, that is, attitude, subjective norms, and perceived behavioural control. In this study, we chose frontline professional service personnel from 30 international tourist hotels in Taiwan as research subjects and collected 684 valid questionnaires for statistical analysis. The results showed that LMX and co-worker exchange significantly affected the internal service behavioural intention and were significantly correlated with the causes of internal service behaviour intention, that is, attitude, subjective norms, and perceived behavioural control. The results of this study should provide practical and theoretical assistance guidance for the rapidly growing domestic hospitality industry, in terms of increasing service competitiveness and facilitating the strategic planning of human resource management. EJTHR 2016; 7(3):146-155 
Introduction
Trends in global tourism and leisure have resulted in the annual doubling of the number of tourists over the past 5 years, and the hospitality industry has contributed significantly to the global service economy (Ma and Qu, 2011) . Statistics from the Tourism Bureau of Taiwan show that the number of tourists is expected to reach 9 million in 2014 and that the number of hotels in Taiwan has grown at an even more rapid rate, reaching over 7000 in mid-2014. The hospitality industry is facing increasingly fierce competition and is realizing that satisfying the diverse demands of customers and keeping up with continuously emerging innovations within the industry requires the co-workers to cooperate with and assist each other to provide better quality service and create satisfying brands (Chen, 2013) .
Internal service is an internal environment that results from the co-workers that share a customer support mentality. Within this concept, the employees are considered to be internal customers and other supporting personnel, including managers and other service supporting personnel, are considered to be internal service providers. In such an environment, good internal service benefits the external customer service, thereby affecting the performance of the entire company (Large and König, 2009 ). Wildes and Parks (2005) used the restaurant service personnel as research subjects and found that when employees encountered good internal service, their desire to leave decreased and they achieved a sense of satisfaction and a sense of identity that enhanced their work quality and performance. The theory of planned behaviour (TPB) that was introduced by Ajzen in 1985 is a comprehensive and broad framework for predicting certain types of individual behaviours. According to this theory, both perceived behavioural control and behavioural intention are predictable. Behavioural intention is collectively determined by the attitude, subjective norms, and perceived behavioural control that are associated with a specific behaviour. That is, the more favourable are an individual's attitude and the subjective norms of a certain behaviour and the stronger is the perceived behavioural control, the stronger is the individual's desire to demonstrate such behaviour (Ajzen, 1985 (Ajzen, , 1991 . However, most studies on TPB have investigated the individuals' knowledge sharing behaviour. Examples are Johnny and Bolloju (2005) and Bock, Zmud, Kim, and Lee (2005) . TPB has very rarely been applied to the field of internal service of hotel employees.
Social exchange is a voluntary action that individuals demonstrate when they expect to obtain rewards from elsewhere (Kamdar and Van Dyne, 2007) . From the perspective of social exchange, employees who expect support and assistance from their co-workers must also provide support and assistance to their co-workers. In addition, workers who want to be respected and valued must demonstrate a behaviour that benefits the organization or their co-workers (Wu and Chen, 2015; Cho and Johanson, 2008) . Leader-member exchange (LMX) is a type of exchange that has been attracting the most attention among social exchange premises (Organ, Podsakoff, and MacKenzie, 2006) . Within LMX, employees in formal work settings who hope to obtain rewards from their managers, such as good evaluations, raises, promotions, or favourable work arrangements, demonstrate behaviour that is beneficial to the organization and is consistent with or even above what the company and its managers require. However, Bettencourt and Brown (1997) found that many service industries, such as hospitability, require a service environment in which the co-workers assist each other and that involves team cooperation. Therefore, in the processes involving highly intimate interactions, employees who wish to obtain rewards from co-workers, such as mutual assistance and care, demonstrate behaviour that meets or exceeds co-workers' expectations, which is the premise of co-worker exchange.
Hotel service relies highly on mutual cooperation and cooperation among colleagues to provide superior service. However, the TPB has rarely been applied to the field of hotel service. Thus, in this study, we use the TPB to investigate the effects of LMX and co-worker exchange on internal service behavioural intention and its causes, that is, attitude, subjective norms, and perceived behavioural control. In this study, we developed an effect model of the internal service of employees in the hospitality industry that provided practical and theoretical guidance to the rapidly growing domestic hospitality industry in terms of increasing service competitiveness and facilitating the strategic planning of human resource management.
Literature review
In this study, we formulate a correlation model of the factors that affect hotel employee internal service, that is, LMX, co-worker exchange, and the TPB, which are individually considered low in priority.
Leader-member exchange (LMX)
In the studies of organization leadership, scholars have often used the theory of LMX to explain the process and results of leadership. This theory was first introduced by Graen et al. (Dansereau, Graen, and Haga, 1975; Graen and Cashman, 1975) . Traditional leadership theory emphasizes the individual characteristics of leaders, leadership circumstances, and the interaction between these 2 factors. LMX differs from other traditional leadership theories in that the social exchange view is used to model the process by which leaders exert their authority to develop exchange relationships with their subordinates. LMX emphasizes the dynamic relationship between leaders and members (Dansereau, et al., 1975; Graen and Cashman, 1975; Graen, Liden, and Hoel, 1983) . Within this theory, leaders often have a few close subordinates (which are called internal groups), such as assistants, aides, or consultants, with whom they maintain good formal and informal relationships, in terms of trust, interaction, and support, while establishing different interaction relationships with other subordinates (which are called external groups). These 2 types of relationships indicate the quality of leader-member interaction relationships.
In internal group interaction relationships, close relationships and mutual trust between the leader and some of his subordinates (Dansereau et al., 1975; Liden and Graen, 1980) often results in the leader giving these subordinates favourable rewards, such as interesting work assignments, increased authority and power (Bauer and Green, 1996) , access to inside information, allowing subordinates to participate in decision-making, promotions, and special benefits. Accordingly, it is often assumed that members in these types of relationships spend more time, take on more administrative responsibilities, and make increased efforts to achieve goals (Dansereau et al., 1975; Liden and Graen, 1980; Yukl, 1994) in response to the high rewards given by the leader. Thus, this type of interaction relationship has high quality. In leaders' interaction with external groups, frequently because of time limitations, leaders can only use legitimate coercive power and limited rewarding power to exchange resources with subordinates with whom leaders often have difficulties establishing good relationships. Ma and Qu (2011) found that in the hospitality industry, the co-workers must cooperate with each other to deliver high-quality service. Within the concept of co-worker exchange, the co-workers interact socially both with managers or leaders and other co-workers. The concept of co-worker exchange is based on the theory of social exchange. According to the theory of social exchange, employees who perceive a high degree of organizational support have positive attitudes and behaviours toward giving back to the organization (Eisenberger, Fasolo, and Davis-LaMastro, 1990). In the co-worker exchange, the employees believe that co-workers are willing to assist them in completing their work in terms of knowledge sharing, encouragement, and assistance (Susskind, Kacmar, Borchgrevink, 2003) . To obtain the co-workers' support and assistance, employees contribute the same. Many studies have shown that employees who perceive sufficient support and assistance from their co-workers feel that they have more work resources available to them to relieve pressure, solve customer problems, and improve service performance, which decreases their desire to leave their jobs. (Cho and Johanson, 2008; Tsai, Chen, and Cheng, 2009 ). The co-worker interaction is a commonly used work model in the hospitality industry, but co-worker exchange has rarely been applied to the hotel service studies.
Co-worker exchange

Theory of planned behaviour (TPB)
The study of human behaviour considers psychological processes to describe social norms. Many scholars have found that certain behavioural dispositions can effectively predict and explain behaviours that are demonstrated by human beings (Ajzen, 1988; Campbell, 1963; Sherman and Fazio, 1983) . Among these scholars, Ajzen (1985) developed the TPB in which behavioural disposition is used to predict human behaviour.
TPB is an extension of the theory of reasoned action that was developed by Fishbein and Ajzen (1975) .
According to the theory of reasoned action, belief can affect an individual's overall attitude toward a certain subject. This attitude then affects the individual's intention, which further determines his behaviour towards the subject. Among these factors, intention is the subjective likelihood that an individual performs a certain act rather than an actual behaviour. Predicting behaviour from intention has certain limitations, because behaviour is purely voluntary. That is, the individual can decide whether or not to demonstrate such behaviour. However, certain behaviour can be restricted by some non-motivating factors such as time, money, skills, and cooperation with others (Ajzen, 1985) . Thus, to improve the predictive power of the theory of reasoned action, Ajzen (1985) added perceived behavioural control and used TPB to explain real behaviour.
Within the TPB model, TPB and behaviour intention are both predictable behaviours, and behavioural intention is determined by an individual's collective attitude toward the behaviour, subjective norms, and perceived behavioural control (Ajzen, 1985 (Ajzen, , 1991 . According to the TPB, an individual's attitude towards certain behaviour is his favourable or unfavourable evaluation of certain behaviour. An individual's attitude is determined by the intensity of his belief that certain results are caused by certain behaviours and the extent of his desire for these results (Eagly and Chaiken, 1993) . Taylor and Todd (1995) state that the more positive an individual's attitude towards a specific behaviour is, the more positive and stronger is this individual's intention for such a behaviour and vice versa. Subjective norms consist of social pressure that the individual perceives to determine whether to demonstrate certain behaviours, the intensity of his belief that important reference individuals or groups will recognize certain behaviours, and the extent to which the individual is willing to obey significant reference subjects Internal service is the provision of service to other units or individuals within an organization (Billy, Pearl, Gail, and Skip, 2006). Boshoff and Mels (1995) found that employees and departments are both users and providers of service. This internal service affects the demonstration and effects of services to outside customers (Large and König, 2009 ). Given that the hotel service requires team cooperation and mutual support among co-workers to create and deliver services (Chen, 2013) , the below mentioned hypothesis based on the TPB was proposed:
H1: The attitude of hotel service personnel towards internal service, their subjective norms, and perceived behavioural control have positive effects on internal service behavioural intention.
LMX, co-worker exchange, internal service behavioural intention and its causes
In social exchange theory, the norm of reciprocity is commonly used to explain bilateral behavioural relationships (Sierra and McQuitty, 2005) . The application of LMX to management behaviour requires that the effective leaders are skilled at organizing resources, establishing and maintaining good exchange and interaction relationships with subordinates in the process of allocating resources, and in providing subordinates with extra benefits and opportunities. Consequently, in the process of mutual benefit and reciprocity, leaders can ask subordinates to take on more responsibilities in exchange for extra benefits, thereby increasing the leader's influence (Ilies, Nahrgang, and Morgeson, 2007). Li, Sanders, and Frenkel (2012) used luxury hotels in mainland China as research subjects and found that LMX had positive effects on employees' investment in work and their willingness to assist and support each other. Kim, O'Neill, and Cho (2010) investigated the reasons for mutual cooperation among workers in the hospitality industry and found that LMX encouraged the workers to voluntarily provide service and assistance to obtain rewards or positive responses. Thus, we proposed a second hypothesis:
H2: LMX is significantly correlated with workers' internal service behavioural intention and its causes.
The interactions with supervisors and co-workers often affect the job morale of the frontline workers, which in turn affects service quality (Young and Corsun, 2009; Chiang and Hsieh, 2012 ). Susskind, Kacmar, and Borchgrevink (2007) used the restaurant workers as research subjects and found that these workers delivered high quality service when they perceived mutual assistance and support among co-workers. Guchait, Pasamehmetoglu, and Dawson (2014) also used restaurant workers as research subjects and found that when these workers perceived mutual assistance and support among co-workers, they experience a sense of security that in turn improved service performance. Workers who made mistakes in providing service fixed them as quickly as possible. Yang (2010) investigated the causes and effects of job satisfaction of workers in the hospitality industry and found that establishing job satisfaction using social exchange affected workers' investment in the job and their willingness to support each other. The service model of the hotel industry requires teamwork and mutual assistance and support among members (Chen, 2013) . Workers need to establish friendly and reciprocal relationships with both managers and co-workers to provide services that meet or exceed customer expectations. Thus, we proposed a third hypothesis:
H3: Co-worker exchange is significantly correlated with workers' internal service behavioural intention and its causes.
The conceptual framework of this study is illustrated in Figure 1 .
Methodology
In this study, a questionnaire survey was used to investigate the effect models of LMX, co-worker exchange, and internal service behavioural intention for service personnel in the domestic hospitality industry. We used an LMX questionnaire and a co-worker exchange questionnaire that was developed by Ma and Qu (2011), each of which consisted of 6 questions. We used the TPB questionnaire of Beck and Ajzen (1991) to develop questions related to attitude, subjective norms, perceived behavioural control, and internal service behavioural intention, each of which included 7, 3, 3, and 3 items, respectively, for a total of 16 items. We presented a preliminary questionnaire to 5 scholars and professionals in the industry to evaluate the appropriateness of the questionnaire, and modified the language and narrative of the questionnaire such that the questionnaire could be used to measure all the variables in this study. The formal questionnaire that was used in this study consisted of 4 sections. In the first section consisting of 12 questions, the workers were asked about their perception of their hotel managers and co-workers; in the second section consisting of 16 questions, workers were asked about their perception of their co-workers' internal service. In both sections, a Likert 5-point scale was used to describe the degree of agreement, that is, strongly disagree, disagree, neutral, agree, and strongly agree. The third section asked the basic information about the interviewees, including demographic variables such as gender and age.
According to statistics provided by the Taiwan Ministry of Transportation and Communication in the Bureau of Tourism, there are 68 international tourist hotels in Taiwan. We contacted the senior managers of these hotels, and a total of 30 hotels were willing to participate in the questionnaire survey. In this study, we interviewed the frontline service personnel at these 30 international tourist hotels, including personnel at front desks, in service centres, in housekeeping, and in restaurants. We conducted the survey from April to July 2015. We sent out 900 questionnaires and collected 711 questionnaires. After eliminating 27 questionnaires, in which over 5 questions were missing, we collected a total of 684 valid questionnaires (the valid return rate was 76.0%). We used validity analysis, correlation analysis, analysis of variance, and regression analysis to investigate the correlations among LMX, co-worker exchange, internal service behavioural intention and its causes, and also verified the framework and hypotheses of this study.
Results
Females accounted for 57.8% of the 684 interviewees. The majority (66.4%) of the interviewees were between 21 and 39. A large percentage (59.7%) of the interviewees had college degrees. Singles accounted for 63.2% of the interviewees. The highest percentage (39.7%) of the interviewees had 3 years or less experience in the hotel industry, and the second highest percentage (24.4%) of the interviewees had 4 to 6 years of experience. The highest percentage (44.9%) of the interviewees had average monthly incomes between NT$20,000 and NT$40,000, and the second highest percentage (33.5%) of the interviewees had average monthly incomes between NT$40,000 and NT$60,000. The interviewees were distributed among the following departments: the highest percentage was in housekeeping (32.8%), and the second and third highest percentages were in rooms division (28.6%) and the restaurant (27.9%), respectively. The highest percentage (40.8%) of the interviewees worked in the North, and the second highest (26.5%) worked in the central region.
After recovering the questionnaires, reliability analysis and confirmatory factor analysis were used to check the reliability and validity of the test questions. As shown in Table 1 , the SMC of the questions concerning the research variables is more than 0.61 (between 0.61 and 0.89) and the CR is more than 0.81(between 0.81 and 0.90), indicating good internal consistency. In accordance with prior research, if χ2/d.f.<5, RMSEA<.08, SRMR<.1, GFI>.9, AGFI>.8, and CFI>.9, the model is considered to be a good fit (Podsakoff, Mackenzie, and Podsakoff, 2012 ). All research variables were found to conform to these standards, and the factor loadings of all questions were as expected, demonstrating the fitness of the overall model. Hair, Black, Babin, and Anderson (2010) suggested that factor loading >0.5, SMC>0.5, CR>0.7, and AVE>0.5 indicated that the constructs have convergent validity. If the square root value extracted from the average variability of latent variables is bigger than the correlation coefficient under a different construct, then the correlation between the latent constructs is weaker than the correlation within the latent constructs. This rule is helpful for evaluating the convergent and discriminant validity of the research variable constructs. The results indicate that the factor loadings of the questions concerning the research variables are all greater than 0.66 (between 0.66 and 0.84), SMC>0.61 (between 0.61 and 0.89), CR>0.81 (between 0.81 and 0.90), and AVE>0.56 (between 0.56 and 0.74), so this model has good convergent validity. In addition, the AVE square root values of all research variables are larger than the correlation coefficients between the constructs, so the model has good discriminant validity.
As shown in Table 1 , 'co-worker exchange' has the highest average score in the two social exchanges. 'Attitude' has the highest average score in the internal service behavioural intention dimensions. 'Internal service behavioural intention' has the highest average score among all of the variables.
We used correlation analysis to determine the relationships among LMX, co-worker exchange, internal service behavioural intention, and its causes (Table 2) . First, we found that the internal service behavioural intention had a significant positive correlation with the internal service behavioural intention and its causes. Among these variables, the most significant correlation was found between internal service behavioural intention and attitude, and the least significant correlation was found between internal service behavioural intention and subjective norms. Next, we found that LMX had a significant positive correlation with all of the other variables. LMX was most significantly correlated with co-worker exchange. Among the correlations between LMX and various aspects of internal service behavioural intention, LMX was most significantly correlated with attitude. Finally, we found that co-worker exchange had a significant positive correlation with all of the other variables and was most significantly correlated with attitude. However, analysing the correlations among the causes of internal service behavioural intention (i.e., attitude, subjective norms, and perceived behaviour control), LMX, and co-worker exchange showed that in addition to the relatively significant correlation between attitude and co-worker exchange, both subjective norms and perceived behavioural control had a relatively significant correlation with LMX.
Through analysis of variance, this research found that demographic information including age (F=3.75; p=0.01), marriage (F=3.78; p=0.01), seniority (F=4.43; p=0.00), and personal monthly income (F=5.63; p=0.00) have a significant effect on the internal service behavioural intention. Therefore, they were applied as control variables to determine the power of exchanges to explain internal service behavioural intention. Using hierarchical regression analysis (see Table 3 ), we found that age, the number of years of work experience, and monthly income had significant explanatory power on internal service behavioural intention. In addition, after controlling the effects of personality traits, we found that both LMX and co-worker exchange significantly affected the internal service behavioural intention, of which the effects of co-worker exchange were more significant. After controlling the effects of personality traits on LMX and co-worker exchange, we found that all the causes of internal service behavioural intention, namely, the attitude, subjective norms, and perceived behavioural control, significantly affected the internal service behavioural intention, of which the effects of perceived behavioural control were the most significant.
Conclusion
In this study, we found that attitude, subjective norms, and perceived behavioural control were all significantly positively correlated with internal service behavioural intention, of which the effects of perceived behavioural control were most significant. Thus, we confirmed the first hypothesis of this study (i.e., attitude, subjective norms, and perceived behavioural control of hotel service personnel affects the internal service behavioural intention). Next, we used regression analysis to find that both LMX and co-worker exchange significantly affected the internal service behavioural intention, of which the effects of co-worker exchange was the most significant. Thus, we confirmed the second hypothesis (LMX has significant correlations with workers' internal service behavioural intention and its causes) and the third hypothesis (co-worker exchange is significantly correlated with workers' internal service behavioural intention and its causes) of this study. In the TPB that was developed by Ajzen (1985) , the perceived behavioural control and behavioural intention are both predictable behaviours. The behavioural intention is determined by the individual's attitude, subjective norms, and perceived behavioural control. That is, the more favourable is an individual's attitude toward subjective norms of certain behaviour, the higher is the perceived behavioural control, and the stronger is the individual's desire to demonstrate such behaviour (Ajzen, 1985 (Ajzen, , 1991 . The results of this study support the premise of TPB. We found that it was more likely to observe internal service behavioural intention when surveyed workers assisted co-workers or provided services that their co-workers needed with an accepting and positive attitude; when they believed that important people (such as managers) would consider assisting co-workers as a positive contribution, and considered that they themselves had sufficient ability and resources to assist co-workers and provide the service co-workers that needed. We also observed that the most significant effects on internal service behavioural intention were obtained when workers were confident in providing internal service or realized that they had sufficient resources to provide internal service.
In the social exchange theory, establishing and maintaining positive relationships between interacting parties can encourage the beneficiary to give back, which enables the members in such an exchange to benefit from the relationship (Kamdar and Van Dyne, 2007 ). Li, Sanders, and Frenkel (2012) and Kim, O'Neill, and Cho (2010) conducted research studies on the hospitality industry and found that leaders who voluntarily provided service and assistance to encourage returns or positive responses from subordinates positively stimulated workers' investment in the jobs and their willingness to assist and support each other. Yang (2010) investigated the causes and effects of job satisfaction for workers in the hospitality industry and found that using social exchange to establish work satisfaction affected the workers' investment in the job and their willingness to support each other. The results of the present study support the views of Guchait, Pasamehmetoglu, and Dawson (2014); Li, Sanders, and Frenkel (2012); Kim, O'Neill, and Cho (2010); and Yang (2010). We found that LMX and co-worker exchange, both positively affected the hotel workers' internal service behavioural intention. When workers perceived assistance and support from co-workers, they were especially willing to give back and support each other. The results of this study have managerial value and implications for the hospitality industry, which is faced with competition, diversification of customer demands, and a rapidly changing environment. Thus, internal service involving teamwork and mutual assistance is necessary to provide quality customer service and work behaviour that is not limited by organizational rules but rather involves the active provision of service that meet customer demands.
This study makes four primary contributions. First, because the hospitality industry relies highly on teamwork, we primarily considered TPB with knowledge sharing as its subject and applied the concept of internal service to the field of hotel service. Next, we developed a correlation model among LMX, co-worker exchange, and internal service behavioural intention that was based on studies in the literature. Third, we found that the TPB could be applied to the field of hotel service and that perceived behavioural control affected the internal service behavioural intention more significantly than the other causes of behavioural intention. Therefore, we recommend that hotel managers establish mechanisms to help workers demonstrate internal service behaviour, such as employee rewards, connecting promotion to internal service behaviour, presenting public awards for internal service behaviour, and announcing support for internal service behaviour. For workers to voluntarily or actively assist or support their co-workers, senior managers must clearly support such behaviour or establish specific rules and incentives to motivate workers to learn about the managers' interest in and recognition of the internal service behaviour, mutual support, and a cooperative atmosphere. When senior managers show workers that internal service behaviour will benefit their work, workers will become willing to demonstrate internal service behaviour. Fourth, we found that co-worker exchange was the social exchange factor with the most explanatory power for internal service behavioural intention. Thus, we recommend that hotel managers use communication and delegation to conduct worker performance evaluations that are primarily based on team performance, allow workers to form a mutual support and assistance work model and culture, and encourage workers' internal service behaviour further.
We have three recommendations for future studies. First, the subjects of this study were primarily frontline professional personnel in international tourist hotels, such as personnel at the front desk, in the service centre, in housekeeping, and in the restaurants. Individuals are often unwilling to demonstrate internal service behaviour because of personality factors or self-interest. Thus, researchers that are investigating the factors that encourage workers' internal service behaviour, especially that which motivates workers to assist and support each other, must consider workers' opinions and views, as well as those of managers at other levels, such as departmental managers or senior managers. Thus, we recommend that other types of research subjects are considered in future studies. Second, in this study, we only used social exchange theory to consider the effects of LMX and co-worker exchange on internal service behaviour. However, the factors that stimulate worker behaviour produce a complex relationship network. Thus, we recommend that other managerial or organizational factors, such as the organizational culture and the management style, be considered in future studies. Finally, we applied the TPB and the concept of internal service to hotel service in this study. However, there are various types of hotel service, such as tourist hotels, business hotels, or even home stays. Given the different types and characteristics of service, we recommend that different types of hotels are considered in future studies to develop an effect model of internal service behaviour in the hospitality industry that has more explanatory power.
